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This report presents the results of our review of the ease with which taxpayers could
locate taxpayer services. The overall objective of the review was to determine if
taxpayers could easily locate taxpayer services, specifically Internal Revenue Service
(IRS) Taxpayer Assistance Centers (TAC) and Volunteer Income Tax Assistance (VITA)
sites, when they want face-to-face tax assistance.

The Congress passed the IRS Restructuring and Reform Act of 1998 (RRA 98)" in part
to ensure the IRS improved its customer service. In fact, one of the goals set in the
RRA 98 was for the IRS to improve service to taxpayers. The IRS has since strived to
provide America’s taxpayers with top-quality service by helping them understand and
meet their tax responsibilities.

Providing taxpayers with assistance at local IRS offices is key to providing top-quality
customer service. One way the IRS accomplishes this is through its local IRS offices
called TACs. The IRS also provides tax return preparation assistance to taxpayers that
meet certain eligibility requirements through the VITA Program.”? Recognizing the
importance of convenient access, RRA 98 Section 3709 requires the IRS to publish the
telephone numbers and addresses of its local offices in local area telephone books as
soon as practicable because every taxpayer should have convenient access to the IRS.

! Pub. L. No. 105-206, 112 Stat. 685 (codified as amended in scattered sections of 2 U.S.C., 5 U.S.C. app.,

16 US.C,19U.S.C,,22U.S.C.,23US.C,26 U.S.C.,,31U.S.C.,38U.S.C,,and 49 U.S.C.).

% The IRS trains volunteers to help people prepare basic tax returns for those with low to moderate incomes,
individuals with disabilities, non-English speaking persons, and elderly taxpayers. The volunteers serve in the
community at neighborhood centers, libraries, churches, shopping malls, and other convenient locations. Many
VITA sites also offer Tax Counseling for the Elderly and free electronic filing.



The IRS has made significant progress in publishing the telephone numbers and
addresses of its TACs in local area telephone books and ensuring the telephone
numbers are accurate. In addition, taxpayers have several alternatives by which to
obtain the telephone numbers and addresses for local IRS offices. However, in its
efforts to provide top-quality service, the IRS could make it easier for taxpayers to locate
its TACs.

The IRS provides several alternatives for individual taxpayers to locate the TACs; for
example, through its Toll-Free Customer Service telephone number (1-800-829-1040),
its Internet site (The Digital Daily), and various publications. However, taxpayers must
navigate through an automated menu when calling the toll-free telephone number and
may not always receive accurate information. IRS employees provided correct and
complete telephone numbers and addresses for 39 (87 percent) of 45 test calls auditors
made to the IRS Toll-Free Customer Service telephone number.> We obtained correct
addresses and telephone numbers for 42 (93 percent) of 45 selected TACs on

The Digital Daily; however, taxpayers have to use several links before obtaining a list of
the TACs by state. In addition, the IRS refers taxpayers to local offices in various
publications, but the publications do not provide taxpayers with a list of those offices.
Instead, the publications refer taxpayers to the Toll-Free Customer Service telephone
number or to an automated system that explains the IRS has local offices where the
taxpayer can obtain assistance. However, this automated system does not provide
information on how to find these local offices.

For resources outside the IRS, taxpayers can use local telephone books, Directory
Assistance, and the Internet to locate the TACs. When using these sources, we found
that not all cities have the local IRS office telephone numbers and addresses published
in the local telephone directories. The IRS is not required to publish in more than one
local telephone book in any local area. In addition, when using the major Internet
search engines, taxpayers cannot always locate accurate telephone numbers and
addresses of local IRS offices. Taxpayers should be cautioned in the use of these
sources to obtain local IRS office telephone numbers because there is no nationwide
database with all telephone numbers for all of the different Directory Assistance
services and search engines to use.

Finally, we could not determine if a taxpayer can easily locate a VITA site because the
IRS did not compile and finalize the list of VITA sites before the completion of our
testing. The IRS stated that it provides taxpayers with the locations of VITA sites
through its Toll-Free Customer Service telephone number and the TACs. The IRS does
not post the listing of VITA sites on The Digital Daily because it believes the majority of
its VITA customers do not use the Internet.

We recommended the Commissioner, Wage and Investment Division, explore methods
to improve the IRS Toll-Free Customer Service telephone service and The Digital Daily
to make it easier for taxpayers to locate local IRS offices.

% Our sample included 51 local IRS offices comprised of 6 field offices and 45 TACs. The field offices do not
provide face-to-face assistance and were eliminated from selected tests.
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Management’s Response: IRS management agreed with part of one of our
recommendations. IRS management estimates that less than 1 percent of toll-free
inquiries involve requests to locate local offices. As a result, they do not plan to
implement our recommendation to improve the ease of locating local IRS offices using
the toll-free telephone service. IRS management does plan to take action on part of our
second recommendation. Specifically, they plan to evaluate alternatives for redesigning
the Internet site to improve the ease of locating a local office. However, they do not
plan to include information on VITA sites in their evaluation of the Internet site design
because the majority of VITA customers do not find out about VITA sites through the
IRS. The IRS noted that maintaining up-to-date site information would require a major
commitment of resources. Management’s complete response to the draft report is
included as Appendix VI.

Office of Audit Comment: We continue to believe the IRS could make it easier for a
taxpayer to locate local IRS offices by providing this information through one of the
automated menu options. We requested documentation from IRS management that
only 1 percent of the toll-free telephone inquiries involve requests to locate local offices.
They did not provide this information.

Since Internet use in the United States is projected to increase dramatically by 2007, we
are pleased that IRS management plans to evaluate alternatives for redesigning the
Internet site to improve the ease of locating a local office. However, we believe the IRS
should include VITA site information when evaluating and redesigning its Internet site
since the projections show increased usage by the low-income population. In addition,
the IRS determined that few VITA customers used the IRS to locate a VITA site, but the
IRS included only those that had visited a volunteer site. While we still believe our
recommendations are worthwhile, we do not intend to elevate our disagreement
concerning them to the Department of the Treasury for resolution.

Copies of this report are also being sent to the IRS managers affected by the report
recommendations. Please contact me at (202) 622-6510 if you have questions or
Michael R. Phillips, Assistant Inspector General for Audit (Wage and Investment Income
Programs), at (202) 927-0597.
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More Could Be Done to Make It Easier for Taxpayers
to Locate Taxpayer Assistance Centers

Background

The Congress passed the Internal Revenue Service (IRS)
Restructuring and Reform Act of 1998 (RRA 98)* in part to
ensure the IRS improved its customer service. In fact, one
of the goals set in the RRA 98 was for the IRS to improve
service to taxpayers. The IRS has since strived to provide
America’s taxpayers with top-quality service by helping
them understand and meet their tax responsibilities.

Providing taxpayers with assistance at local IRS offices is
key to providing top-quality customer service. One way the
IRS accomplishes this is through its local IRS offices called
Taxpayer Assistance Centers (TAC). The IRS also provides
tax return preparation assistance for taxpayers that meet
certain eligibility requirements through the VVolunteer
Income Tax Assistance (VITA) Program.?

The IRS maintains that its TACs are the one-stop resource
for face-to-face tax help and solutions to tax problems every
business day. Taxpayers seek assistance at the TACs for
various reasons, including:

» Clarification regarding IRS notices the taxpayers have
received or the tax implications of specific transactions
(e.g., sale of a home, Individual Retirement Account
distribution, charitable contributions).

» Determination of eligibility for specific tax credits
(e.g., Earned Income Tax Credit, Child Care Credit,
Education Credit).

» Preparation of tax returns or obtaining tax forms.

Recognizing the importance of convenient access, RRA 98
Section 3709 requires the IRS to publish the telephone
numbers and addresses of its local offices in local area
telephone books as soon as practicable. Prior to
implementation of the RRA 98, the IRS was not required to

Y Pub. L. No. 105-206, 112 Stat. 685 (codified as amended in scattered
sections of 2 U.S.C., 5 U.S.C. app., 16 U.S.C., 19 U.S.C., 22 U.S.C,,
23U.S.C,26U.S.C,31U.S.C,38U.S.C.,and49 U.S.C.).
% The IRS trains volunteers to help people prepare basic tax returns for
those with low to moderate incomes, individuals with disabilities,
non-English speaking persons, and elderly taxpayers. The volunteers
serve in the community at neighborhood centers, libraries, churches,
shopping malls, and other convenient locations. Many VITA sites also
offer Tax Counseling for the Elderly and free electronic filing.
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publish the telephone numbers or addresses of its local
offices and generally did not do so. However, the Senate
Finance Committee believed every taxpayer should have
convenient access to the IRS and submitted a statutory
requirement that the IRS publish its local office information.
The intent of RRA 98 Section 3709 was to make it easier for
taxpayers and their advisors to seek local IRS assistance.

When taxpayers call a TAC, they hear a pre-recorded
message providing the office location and hours of
operation, information available on the IRS toll-free
telephone numbers, and the option for the taxpayers to leave
detailed messages. TAC employees should retrieve
taxpayers’ messages and respond to them within 2 business
days.

As of October 2003, the IRS reported that it had

405 Section 3709 local offices. However, only 379 of the
offices are TACs. The IRS has designated the other

26 offices as Section 3709 field offices. Section 3709 field
offices are locations that do not have a TAC office the
taxpayer may walk into to receive assistance, but they are
designated as local offices for the purpose of meeting the
RRA 98 requirements of providing coverage.

This audit is a follow-up review of the availability of
telephone numbers and addresses of local IRS offices.* The
prior audit focused on whether telephone numbers and
addresses for local IRS offices had been published in local
telephone books. We reported that none of the local sites
sampled had a local telephone number published, and a
majority of the sites did not have a local address published.
In addition, the IRS could not determine how many of the
local telephone numbers and addresses had actually been
printed in local telephone books.

In response, the IRS agreed to immediately ensure local
telephone numbers and addresses are provided to the IRS
Toll-Free Customer Service function and on its public

® Telephone Numbers and Addresses for Local Internal Revenue Service
Offices Have Not Been Published in Telephone Books
(Reference Number 2002-40-087, dated May 2002).
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More Could Be Done to Make
Finding Taxpayer Assistance
Centers Easier

Internet site, The Digital Daily,* and to inform the taxpaying
public that this information is available. The IRS also
agreed to ensure contracts are obtained with local telephone
carriers to have all telephone numbers and addresses
published in local telephone books and to develop
procedures to track and monitor the actual publishing of this
information.

The IRS Wage and Investment (W&I) Division Customer
Assistance, Relationships, and Education office has
responsibility for the TACs and VITA sites. This review
was performed in the W&I Division Headquarters in
Atlanta, Georgia, from August through December 2003.
The audit was conducted in accordance with Government
Auditing Standards. Detailed information on our audit
objective, scope, and methodology is presented in
Appendix I. Major contributors to the report are listed in
Appendix II.

The IRS has made significant progress in publishing the
telephone numbers and addresses of its TACs in local area
telephone books and ensuring the telephone numbers are
accurate. In addition, taxpayers have several alternatives to
obtain the telephone numbers and addresses for local IRS
offices. However, in its efforts to provide top-quality,
one-stop service, the IRS could make it easier for taxpayers
to locate its TACs.

The IRS provides several alternatives for individual
taxpayers to locate TACs; for example, through its:

* Toll-Free Customer Service telephone number
(1-800-829-1040).

* Internet site, The Digital Daily.

» Publications such as Your Federal Income Tax For
Individuals (Publication 17) and 2003 1040 Instructions.

Taxpayers may also use external sources to find a local IRS
office in their community; for example, local telephone

* The Digital Daily contains tax information for individuals, businesses,
pension plans, government entities, tax professionals, and nonprofit
organizations. It also has tax statistics, forms and publications, and a
way for taxpayers to find out about their refunds.
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books, Directory Assistance, and various Internet search
engines.> Taxpayers should be cautioned in the use of these
sources to obtain local IRS telephone numbers since there is
no nationwide database with all telephone numbers for all of
the different Directory Assistance services and search
engines to use.

Auditors attempted to locate local IRS offices in various
cities throughout the United States by judgmentally
selecting 52 local IRS offices from the IRS’ listing of local
offices. We first called each TAC to verify that the
telephone numbers and addresses provided in the listing
were correct. Of 51 telephone numbers sampled,® all were
correct. We then obtained the TACs’ telephone numbers
and addresses from various sources available to taxpayers
and compared this information with the information
provided by the IRS listing for our sample offices.

Toll-Free Customer Service telephone number

Though taxpayers can call the Toll-Free Customer Service
telephone number (1-800-829-1040) to locate a TAC, the
taxpayer must navigate an automated menu and then speak
to an IRS employee before obtaining the address and
telephone number of the closest TAC. In addition, the
taxpayer might not always receive complete or accurate
information.

When calling the toll-free telephone number, the caller uses
an automated menu.” The caller is provided three menu
options for help:

1. Preparing or filing individual income tax returns. This
option provides the caller with a second automated
menu from which to choose the following options:

(1) ordering tax forms, (2) finding addresses to mail the
tax return to the IRS, or (3) getting help with a tax
question.

> Computer software used to search data (as text or a database) on the
Internet for specified information.
® We eliminated one office from our sample because the city we selected
from the IRS listing does not have a TAC.
" During the filing season (generally January through April), the
automated menu provides more options.
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2. Requesting information on a tax refund or on a personal
tax account. This option provides the caller with a
second automated menu from which to choose the
following options: (1) requesting refund information,
(2) ordering transcripts on tax accounts, or (3) getting
answers to personal account questions.

3. Using the business and specialty tax line or obtaining
the address for the IRS Internet web site.

None of the automated menu selections provide the caller
the option of finding a local IRS office. If the caller does
not select any option, he or she is given two opportunities to
have the menus repeated. If the caller still does not choose
an option, he or she is transferred to an IRS employee who
screens the call and who may transfer the call to the
appropriate call assistor to answer the taxpayer’s question.

The IRS could make it easier for a taxpayer to find local
IRS offices by providing this information through one of the
automated menu options. For example, when someone calls
the Social Security Administration (SSA) toll-free telephone
number (1-800-772-1213), the first menu option offered to
the caller is the option to locate a local SSA office. If
callers choose this option, they are asked to enter their zip
code using a touch-tone telephone. The recorded message
then provides the following information for the closest SSA
office: telephone number, address, hours of operation, and
directions.

Auditors made calls to the IRS toll-free telephone number
and asked for the telephone number and address for the
local IRS office in 51 cities. In most instances, the screener
transferred the auditor to an assistor; however, in 4 of the
51 test calls, the screeners provided the information for the
TACs’ locations.

Auditors were provided correct information for
45 (88 percent)® of the 51 test calls. The breakdown of the
call results is as follows:

* The nearest local office for six of the calls was a
Section 3709 field office. For all six of these calls, the

8 This includes the 6 field office calls and the 39 correct TAC calls
(6+39=45).
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IRS call assistors correctly referred the auditors to the
closest TAC location.

* The nearest local office for 45 of the calls was a TAC.

o For 39 (87 percent) of the 45 test calls, the IRS call
assistors provided complete and correct addresses
and telephone numbers for the TACs.

o0 For 6 (13 percent) of the 45 test calls, the assistors
did not provide complete or accurate addresses
and/or telephone numbers for the TACs. For
example, one employee did not include “Northwest”
in the address, one did not provide the building and
suite number, and one advised the auditor the
telephone number was not published.

These errors occurred because either the listing on the
computer system used by the employees during our testing
period was incorrect or the employee made an error when
providing the information to the auditor.

The Digital Daily

The IRS provides a link on The Digital Daily home page
labeled “Contact My Local Office” so a taxpayer can search
for a local IRS office; however, the taxpayer must move
through several webpages using several links before arriving
at a webpage listing all local IRS offices in the taxpayer’s
state.

The IRS provides several links to the “Contact My Local
Office” webpage. For example, not only is there a Contact
Us link on the home page, but this link is also at the bottom
of each IRS webpage. This link will bring the taxpayer to
the “Contact My Local Office” webpage. This webpage
contains a picture of the United States with a request that the
taxpayer click on his or her state to find the listing of that
state’s TAC addresses and telephone numbers. The listing
provides the city, street address, hours of operation, and
local telephone number for each TAC in the selected state.
See Appendix IV for a detailed illustration of these links.
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Using the “Contact My Local Office” webpage, auditors
searched for the 45 selected TACs® and obtained the correct
addresses and telephone numbers for 42 (93 percent) of
them. Three (7 percent) of the 45 did not have the correct
telephone number or address posted to the Internet site.

Although the auditors found the listing of the TACs, it took
several steps. The SSA Internet site provides easier access
to information on the location of its local offices. See
Appendix V. A link labeled Find your nearest Social
Security office is provided on the web site’s home page.
Clicking on this link brings the customer to a webpage
providing the following:

If you live in the United States and you want
information and directions to the Social Security
office nearest you, just enter your U.S. Postal
Service five-digit ZIP Code below and select Locate.
You’ll get information about your local Social
Security office and other agencies in your area that
may be able to help you.

After entering the zip code, the customer is provided the
office address, SSA toll-free numbers, office hours,
directions, and a map to the local office.

Publications

The IRS refers taxpayers to local offices in various
publications. However, the publications do not provide
taxpayers with a list of local IRS offices. Instead, the
publications direct taxpayers to the IRS Toll-Free Customer
Service telephone number (1-800-829-1040), www.irs.gov,
or a local telephone book under “United States Government,
Internal Revenue Service.”

The publications also provide taxpayers with a toll-free
telephone number (1-800-829-4477) that provides various
tax topics. The 1-800-829-4477 automated system also
mentions that in certain areas the IRS has local offices
where the taxpayer can obtain assistance. However, this
automated system does not provide information on how to
find the local offices.

® These are the 45 of 51 original offices that were TACs. The IRS does
not list the Section 3709 field offices on The Digital Daily.
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Local telephone books and Directory Assistance

Not all cities have the local IRS office telephone numbers
and addresses published in the local telephone directories.
The IRS is not required to publish in more than one
directory in any local area. For 11 cities tested,* 3 local
telephone directories were printed before the IRS contract
print date. Of the remaining 8 cities:

* Three (38 percent) of 8 cities’ local area telephone
directories listed correct and complete telephone
numbers and addresses for local IRS offices.

» Four (50 percent) of 8 cities’ local area telephone
directories listed either the local telephone number or
address but not both.

» The remaining office (13 percent) listed neither the local
telephone number nor the address.™

In most instances, local telephone numbers were listed for
the local IRS offices using nationwide Directory Assistance
(1-area code-555-1212). Of the 51 test calls made using
Directory Assistance, 39 (76 percent) had a local IRS office
number listed. Twelve (24 percent) of the 51 cities did not
list a local IRS office or include the IRS toll-free telephone
number. Of the 39 calls which produced telephone
numbers:

» Thirty-one (79 percent) had correct telephone numbers
listed for the local IRS offices.

» Eight (21 percent) had incorrect telephone numbers.
Three of the eight local telephone numbers provided
were for other IRS offices, two were for the IRS
Taxpayer Advocate’s office, two did not identify a
company or provide voice mail, and one was for a
private company.

The IRS has recently implemented a certification process to
verify that the information in local area telephone directories
is correct. Local IRS office managers are to quarterly certify

1%\We were unable to use the sample of 51 cities as originally planned.
See Appendix I, Step VI for details.
! percentages total to more than 100 percent due to rounding.
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the accuracy of information for local IRS offices in area
telephone directories, The Digital Daily, and Directory
Assistance. This certification was completed in
November 2003.

Internet search engines

Taxpayers cannot consistently locate accurate telephone
numbers and addresses of local IRS offices when using
major Internet search engines. Search engines obtain
telephone numbers and addresses from telephone carriers
and, like Directory Assistance, the information is dependent
upon the telephone carriers.

In addition, the results of an Internet search are dependent
upon whether the taxpayers search using “IRS” or “Internal
Revenue Service.” Many businesses use “IRS” in their
names. This creates confusion for the taxpayers, and they
might have to attempt several searches before locating a
local IRS office.

For example, auditors used Internet search engines and
searched using:

» United States Government-Internal Revenue Service.
» United States Government-Local Area Office.

» Internal Revenue Service.

* Internal Revenue Service-Local Area Office.
Auditors were able to locate 4 (57 percent) of the 7 local

IRS offices, although the street addresses were not always
provided.*

VITA sites

We could not determine if a taxpayer can easily locate a
VITA site because the IRS did not compile and finalize the
list of VITA sites before the completion of our testing. The
IRS stated that it provides taxpayers with the locations of
VITA sites through its:

» Toll-Free Customer Service telephone number
(1-800-829-1040).

12 \We chose one city from each of the seven IRS Field Assistance Areas.
See Appendix I, Step VIII for details.
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* TACs. The TACs have access to the VITA site
locations through IRS computer systems, although the
VITA sites are not required to post the listing in the
TACs.

The IRS does not post the listing of VITA sites on The
Digital Daily. Instead The Digital Daily refers the taxpayer
to the Toll-Free Customer Service telephone number. The
IRS explained it believes the majority of its VITA
customers do not use the Internet. However, the IRS has
determined that Internet use in the United States is projected
to increase dramatically by 2007, including increased usage
by the low-income population. The IRS has determined
through 2002 and 2003 customer satisfaction surveys that
taxpayers do not usually locate VITA sites by contacting the
IRS. Instead, taxpayers found the VITA sites by word of
mouth (42 percent for each of the survey years), by other
methods (23 percent for each of the survey years), or by
various forms of advertising (29 percent and 28 percent for
survey years 2002 and 2003, respectively). In addition,
only 6 percent of survey year 2002 and 7 percent of survey
year 2003 taxpayers located the sites through the IRS.

Since 2000, the IRS has built more than 175 local coalitions.
The IRS believes it will assist a greater number of taxpayers
with limited resources through alignment with other
community organizations that are financial, corporate,
faith-based, nonprofit, social service, and government
organizations. The IRS depends on the coalitions and
volunteer organizations to publicize the VITA locations.
The IRS allows these groups to either (1) use the advertising
templates provided by the IRS or (2) develop their own
advertising campaigns to inform taxpayers of their VITA
site locations and the services offered.
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Effect on taxpayers

The IRS’ mission is to provide top-quality service to
taxpayers. Its W&I Division supports this mission by
offering products and services tailored to particular taxpayer
needs and by providing the right services at the right time at
the right locations. Ensuring that taxpayers are able to
locate face-to-face taxpayer assistance is essential to
meeting these goals.

Taxpayers should be cautioned in the use of Directory
Assistance and Internet search engines to obtain local IRS
office telephone numbers. They are both dependent upon
the information supplied by the telephone carriers. It
appears there is no nationwide database with all telephone
numbers.

Since it is not always easy for taxpayers to locate the local
IRS offices using external sources, it is even more important
that the IRS ensure taxpayers can easily use its systems to
locate these offices and that the available information is
accurate. The IRS could make it easier for taxpayers to
locate local IRS offices to receive assistance in meeting
their tax obligations. Easy accessibility and accurate
information are important for taxpayers seeking TAC and
VITA sites since many of these sites are open only on
certain days and/or with limited hours.

Recommendations

The Commissioner, W&I Division, should:

1. Explore methods to improve the IRS Toll-Free
Customer Service telephone service to make it easier for
taxpayers to locate local IRS offices.

Management’s Response: IRS management estimates less
than 1 percent of toll-free telephone inquiries involve
requests to locate local offices. As a result, they do not plan
to implement our recommendation to improve the ease of
locating local IRS offices using the toll-free telephone
service.

Office of Audit Comment: We continue to believe the IRS
could make it easier for a taxpayer to find local IRS offices
by providing this information through one of the automated
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menu options. We requested documentation from IRS
management that only 1 percent of the toll-free telephone
inquiries involve requests to locate local offices. They did
not provide this information.

2. Explore methods to improve the availability of
information about local IRS offices on The Digital
Daily.

Management’s Response: IRS management does plan to
take action on part of this recommendation. Specifically,
they plan to evaluate alternatives for redesigning the
Internet site to improve the ease of locating a local office.
However, they do not plan to include information on VITA
sites in their evaluation of the Internet site design because
the majority of VITA customers do not find out about VITA
sites through the IRS. The IRS also noted that maintaining
up-to-date site information would require a major
commitment of resources.

Office of Audit Comment: Since Internet use in the United
States is projected to increase dramatically by 2007, we are
pleased that IRS management plans to evaluate alternatives
for redesigning the Internet site to improve the ease of
locating a local office. However, we believe the IRS should
include VITA site information when evaluating and
redesigning its Internet site since the projections show
increased usage by the low-income population. In addition,
the IRS determined that few VITA customers used the IRS
to locate a VITA site, but the IRS included only those that
had visited a volunteer site.
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Appendix |

Detailed Objective, Scope, and Methodology

The overall objective of this review was to determine whether taxpayers could easily locate
taxpayer services, specifically Internal Revenue Service (IRS) Taxpayer Assistance Centers
(TAC) and Volunteer Income Tax Assistance (VITA)! sites, when they want face-to-face tax
assistance. To accomplish our objective, we:

l. Determined the goals and objectives for local IRS offices by discussing them with the
appropriate IRS official and obtained and analyzed the IRS Restructuring and Reform
Act of 1998 (RRA 98)’ Section 3709 to determine requirements for the publishing of
local IRS office telephone numbers and addresses.

. Obtained the official listing of IRS local offices and addresses from the IRS Wage and
Investment (W&I) Division’s Field Assistance office for use in verifying the accuracy of
telephone numbers and addresses obtained through sample tests below.

A. Selected a judgmental sample of 52 of the 405 local IRS offices.* A judgmental
sample was used because we did not plan to project our results to the entire
population. Each local office within each state was sorted alphabetically and
assigned a number based upon its position within the state listing. Using a random
number generator, we selected one city from each state, including the District of
Columbia and Puerto Rico. We eliminated one office from our sample because the
city we selected from the IRS listing does not have a TAC.

B. Called the 51 telephone numbers selected to verify their accuracy. We also reviewed
the recorded scripts and compared the address information in the scripts to the
information provided in the sample for the selected cities.

II. Determined if taxpayers can easily obtain accurate and complete telephone numbers and
addresses to the local offices by calling the IRS Toll-Free Customer Service telephone
number (1-800-829-1040). We called between October 14 and October 22, 2003, asked

! The IRS trains volunteers to help people prepare basic tax returns for those with low to moderate incomes,
individuals with disabilities, non-English speaking persons, and elderly taxpayers. The volunteers serve in the
community at neighborhood centers, libraries, churches, shopping malls, and other convenient locations. Many
VITA sites also offer Tax Counseling for the Elderly and free electronic filing.
2 Pub. L. No. 105-206, 112 Stat. 685 (codified as amended in scattered sections of 2 U.S.C., 5 U.S.C. app.,
16 U.S.C,19U.S.C,,22U.S.C.,23US.C,,26 U.S.C.,31U.S.C.,38U.S.C,,and 49 U.S.C.).
® As of October 2003, the IRS reported that it had 405 Section 3709 local offices. However, only 379 of the offices
are TACs. The IRS has designated the other 26 offices as Section 3709 field offices. Section 3709 field offices are
locations that do not have a TAC office the taxpayer may walk into to receive assistance, but they are designated as
local offices for the purpose of meeting the RRA 98 requirements of providing coverage.
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VI.

VII.

VIII.

the IRS employee for the local office in the selected 51 cities, and compared the
information to the IRS listing obtained in Step II.

Determined if taxpayers can easily obtain local IRS office telephone numbers and
addresses from the IRS Internet site, The Digital Daily. Using various links provided on
the Internet site, we located the state listings of local IRS offices and determined if the
local offices in the 45 selected cities* were accurately listed.

Determined if taxpayers can easily obtain local IRS office telephone numbers and
addresses using various publications. We chose two publications used by individual
taxpayers: Your Federal Income Tax For Individuals (Publication 17) and

2003 1040 Instructions.

Determined if taxpayers can easily obtain local IRS offices telephone numbers and
addresses from local area telephone books. We had planned to use the local libraries and
their collection of local telephone books to do this research for the 51 sample cities.
However, we determined that the libraries we contacted no longer maintain local
telephone books. Therefore, we asked Treasury Inspector General for Tax
Administration (TIGTA) managers to review their local area telephone books and
provide copies of the IRS information pages from their area telephone books. Fourteen
TIGTA managers completed this test. The TIGTA managers responded with copies of
directory pages for 15 cities. A total of 11 of the 15 cities are included in the IRS listing
obtained in Step Il. These 11 cities were used to complete this test.

Determined if taxpayers can easily obtain local IRS office telephone numbers and
addresses from nationwide Directory Assistance (1-area code-555-1212). We called
Directory Assistance between October 14 and October 17, 2003, for the 51 selected cities
and compared the information to the IRS listing obtained in Step II.

Determined if taxpayers can easily obtain local IRS office telephone numbers and
addresses from Internet search engines.

A. Selected seven cities in which local IRS offices were located. The list of cities was
acquired from the listing of local IRS offices obtained from the IRS. We chose one
city from each of the seven IRS Field Assistance Areas.” We alphabetically sorted
the states within each of the seven areas and chose the first state on the list from each.
The cities in which local IRS offices were located within each state were then sorted
alphabetically, and the first city on the list from each of the seven Field Assistance
Areas was chosen.

* These are the 45 of 51 original offices that were TACs. The IRS does not list the Section 3709 field offices on
The Digital Daily.

® Field Assistance is a function within the W&I Division Customer Assistance, Relationships, and Education office.
The W&I Division is divided into seven geographic areas for field operations.
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We originally planned to test all the sites included in the IRS listing obtained in
Step Il. However, after initial testing showed inconsistencies in the information
obtained, we determined 100 percent testing was unnecessary.

B. Searched four search engines familiar to the audit team using the following: “United
States Government-Internal Revenue Service,” “United States Government-Local
Area Office,” “Internal Revenue Service,” and “Internal Revenue Service-Local Area
Office.”

Determined if taxpayers can easily locate VITA sites by discussing the VITA Program
with the appropriate IRS officials. We could not determine if taxpayers can easily locate
VITA sites through testing because the IRS did not compile and finalize the list of VITA
sites before the completion of our testing.

Analyzed and compared results to the Social Security Administration, another Federal
Government agency that services the American public through local offices.
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Appendix Il
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Appendix IV

Locating Local Offices on the Internal Revenue Service Internet Site

Internal Revenue Service Internet Site
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Step #1:

Click on the Contact Us link
on The Digital Daily home

page.
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Locating Local Offices on the Internal Revenue Service Internet Site

Internal Revenue Service Internet Site
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Step #2:

Click on the Contact My Local Office link
on the “Contact Us” webpage.
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Internal Revenue Service “Contact My Local Office” Webpage
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Step #3:

Click on your state or the
international link below.

See previous pages for
Steps #1 and #2 linking to
the “Contact My Local
Office” webpage.
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Internal Revenue Service “Contact My Local Office” Webpage

JEFENTHEWT CF THE TRIASEEY

{1 Internal Revenue Service B

Contact My Local Office

Cantret My Local Gffics in Geargis

I-prei s om T o Help

e Tam i Ao bl rece Cnisrs 0% yer - £100 e cane @ 81 e e-ti-fas L il e
anfytianes In S g inbs e, wemry b ne es gy (mee davmha uns Toryour local ofice Below)

DOE N P S0 Mo o010 006 barves wiln [FRCS B rpd @y T Brdubons. WS i aTar o al IRE
SR - T B2 AT ST Pl s B - OF Pl @ COPAETISe] 8 P BTN T b £l B
BPEEOE TRk e e Dk Bl |in v B e s g S2 a0 B T eegdnir S slense ek,

rewiangeatie assisiars wil help you

= FlE inoooant 5 pousd S i ifyos Bod krag vou a8 noklia e fe o spouse’s shane
ol e B DA
Wlskas se iraba Frsarrsnl Byen cannel pry o o n Gl
Freparte an ofisrincamaromise o sefle anongsid b detl
Fiequest a releasa of fedoral s e s aned lewio s whan spomsnial; snd
FEuphe S arceust and e e s

T er mardceT on 8wl bin, aon- sdesnos s nkm et Eaeis e

AW IO PILT T AU sianG;
INDMNELON & Dol FEue lae oouns,
g g e ) ot B € | rd bl | oo i D i Ty v el i 35,000 ar
leze; mad
= Help i o ne wour haawy wehice use b retom
ML B o i Bt @ R sl bl n ey T

CHy Stieel Edidresy MuwsHeoans of Sepacs Telephicae

12& Pine & W rad g Fridas 3230 aumss | (3390 430
o ey, O30 T 3 pm 401

= i 100 YD - T s
oTce sdcmma s Wil be: 135 TR - I B omewill
Fans e S Alary, G5, chate 3t =00 naon
EEEDE b Cloeed adl oy £F3N04

LI 3 Grwacen sl b Bl
on Sasuiry 12, 1004 cus
1 miges

55 E. Hare ook Sve W radwg-Fridey - 3230 s
dcha s, Gh 2100 450 pon 2
(Cioad Far lureh 1 300
reape - 100 pusy

~Efsckem Dec, 5, 1003,
Fiz o e wil be ol osed
evefy Friday.

Al Eogery | 2283 Wozcook B WordapFrides: 3:30 sume- | J4 0 238
Sdanta, G T4 S50 P TEEY

ARt 421 W, Paichiies 51 WA i 1l - 2100 s [ CA D) 310
el arim, b NI &HIipm TEGZ

Sagusia 274 vz b r Py WordayFriday - 330 o | {70600 &858

Azgrd o Gon, JiRd 00 4250 pn 1274

[0 e B vty 1 32000

Haaen b 1 0 0ps=)]

Columbus ETTT] uuu-l?\g\ W rad we-F 1l - @210 - [ 0 0 434-
Coobimhie s 2NENT aEnm anrs

Results:

Clicking on a particular state will result in a list
of local offices located within the state.
Taxpayers can review the list to determine the
nearest local office.
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Appendix V

Locating Local Offices on the Social Security Administration Internet Site

Step #1:

From the

Social Security
Administration
(SSA) home page,
click on the Find
your nearest Social

Security office link.
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Locating Local Offices on the Social Security Administration Internet Site

Social Security Administration Office Locator Webpages

o2 7, Sodial Security Online
SRR
Fuza™N

Find your Social Security Offices by zipcode

If you are navigating using only the keyboard or using an assistive device and need help, visit our
"Instructional page for alternative views and navigation."

Warning: If you select this link, you will leave this site and go to a new browser window. You will
automatically return to this page when you close the new browser window.

If you live in the United States and you want information and directions to the Social Security
office nearest you, just enter your U.S. Postal Service five-digit ZIP Code below and select Locate.
You’ll get information about your local Social Security office and other agencies in your area that

may be able to help you. Step #2
ep #2:

code on the “Office

If you live outside the United States, go to Service Around the World. .
Locator” webpage.

The Locator service is available (Eastern time):

Monday through Friday - All Day (except 2:00 a.m. until 3:00 a.m.)
Saturday 5 am. - 11 p.m.

Sunday 8 a.m. - 10 p.m.

Holidays 5 am. - 11 p.m.

Services You Can Get by Phone:

o If you have a touch-tone phone, you can get recorded information and some services 24 hours a
day including weekends and holidays.

¢ If you need an appointment or to speak to a service representative, call Social Security’s toll-
free number, 1-800-772-1213 Monday through Friday between 7 a.m. and 7 p.m. (Eastern time).

e If you are deaf or hard of hearing, call our toll-free TTY number, 1-800-325-0778, between 7
a.m. and 7 p.m. Monday through Friday.

Our lines are busiest early in the week and early in the month so it's best to call at other times. Whenever
you call, have your Social Security number handy.
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Locating Local Offices on the Social Security Administration Internet Site

Social Security Administration Office Locator Webpages

~*‘ s 0 Soc:al SecuntyOnlmﬁ

Office Address:

e SUITE 800
s« 100 CRESCENT CTR PKWY
e TUCKER , GA 30084

Office Phone:

e (800) 772-1213 e R bR

e TTY: (800)325-0778

Office Hours:
e MONDAY - FRIDAY:08:30 AM - 03:30 PM

Directions to our office:

e [-285 TO LAVISTA RD, EAST TO N LAKE PKWY, TURN RT.FOLLOW TO RT AT F IRST
LIGHT (CRESCENT CTR BLVD), FOLLOW TO CRESCENT CTR PKWY.

Here are other agencies in your area that may provide services you need.

Other Agencies | Social Security Homepage | Regional Home Pages | Locate another office |
Navigation

You can get more information 24 hours a day by calling Social Security's toll-free number, 1-800-772-
1213. You can call for an appointment or to speak to a service representative between the hours of 7
a.m. and 7 p.m. on business days. Our lines are busiest early in the week and early in the month so, if
your business can wait, it's best to call at other times. Whenever you call, have your Social Security
number handy.

If you have a touch tone phone, recorded information and services are available 24 hours a day,
including weekends and holidays.

People who are deaf or hard of hearing may call our toll-free TTY number, 1-800-325-0778, between 7
a.m. and 7 p.m. on business days.

Results:

Office address, SSA toll-free numbers, office hours,
directions, and map to the local office.
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Appendix VI
Management’s Response to the Draft Report
RECEIVED
P TERNAL REvENUE s Y MAR 1\ 2004

ATLANTA, GA 30308

MAR 10,35

COMMISSIONER
WAGE AND INVESTMENT DIVISION

MEMORANDUM FOR GORDON C. MILBOURN |if
ACTING DEPUTY INSPECTOR GENERAL FOR AUDIT

FROM: Henry O. Lamar, Jr. a% @Cﬁwaaq ‘

Commissioner, Wage and Investméht Division

SUBJECT: Draft Audit Report - More Could Be Done To Make It
Easier for Taxpayers to Locate Taxpayer Assistance Centers
(Audit # 200340059) :

- I am responding to your draft report on locating taxpayer services, specifically IRS
Taxpayer Assistance Centers (TACs) and Volunteer Income Tax Assistance (VITA)
sites, when taxpayers want face-to-face tax assistance. | appreciate your recognition of
our efforts to publish the telephone numbers and addresses of our TACs in local
telephone books. Your results showed the address and telephone number for all 51
local offices sampled was correct.

Woe reviewed your recommendation to improve the toll-free customer service lines to
ease taxpayer eofforts to find local {RS offices and determined that our current menu
process provides the most efficient and equitable service to all callers seeking
assistance. Our customers benefit from the current approach because we can assist
them while on the call. A telephone call to the IRS may be all that is needed and, as a
service provider, we prefer to assist customers at the first point of contact. In most
situations, this is the most convenient and efficient method of service. Our toli-free
services, Customer Service Representative training, and call routing routines are
designed to ensure we handle most customer needs when they call. Many callers who
initially thought that their situation could only be handled with a face-to-face mesting
have been successfully served by the toll-free customer service lines.

Woe will explore methods to ease access to local TAC offices on our website — The
Digital Daily. Currently, our home page and the bottom of each IRS web page provide
information on how to contact local offices. We use this design so taxpayers can get
information on our office locations from any page on our website. However, we will
evaluate the information you provided on the Social Security Administration website and
other data to determine if it is feasible and cost effective to redesign our website using a
similar format.
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Our corrective actions are detailed in the attachment. If you have questions or
comments please contact me at (404) 338-7060 or Ellen M. Cimaglia, Director, Field
Assistance, Wage and Investment, Customer Assistance, Relationships and Education
(CARE), at (404) 338-7141.

Attachment
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Attachment

RECOMMENDATION 1

The Commissioner, Wage and Investment (W& Division should explore methods to
improve the IRS Toll-Free Customer Service telephone service to makse it easier for
taxpayers to locate local IRS offices.

CORRECTIVE ACTION

We considered this recommendation and do not plan to make changes to our telephone
service. We estimate that iess than one percent of our toli-free inquiries involve
requests to locate a Taxpayer Assistance Centor. Adding information targeted to a
small population of customers would not be an efficient use of our telephone systems
capacity.

IMPLEMENTATION DATE

Not applicable

RESPONSIBLE OFFICIAL

Director, Accounts Management, Customer Account Services, W&I Division
CORRECTIVE ACTION MONITORING PLAN

Not applicable

RECOMMENDATION 2

The Commissioner, W& Division should explore methods to improve the availability of
information about local IRS offices on The Digital Daily.

CORRECTIVE ACTION

IRS employees in the Field Assistance (FA) function staff local IRS offices. Volunteers
staff VITA sites with oversight by the Stakeholder Partnerships, Education and
Communication (SPEC) function.

Field Assistance will contact Electronic Tax Administration, W& Communications and
Liaison, and other appropriate IRS functions to obtain information on redesigning The
Digital Daily to make it easier for taxpayers to locate TACs. We will evaluate the
alternatives and decide whether it is feasible to make the design
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changes. We will also consider the cost of implementing a change versus the potential
benefit,

SPEC does not agree that placing more information on The Digital Daily regarding
volunteer sites would significantly increase access to services. Customer satisfaction
surveys show that in 2002 and 2008, only 6 percent and 7 percent, respectively, of
customers at volunteer sites found out about the site location from the IRS. The
majority of customers (94 percent and 93 percent respectively) locate volunteer sites via
word of mouth, radio/television advertisements, posters/fliers, and newspapers. Also,
due to the fluidity of site information, maintaining up-to-date site information would
require a major commitment of resources with modest impact.

Alternatively, SPEGC publicizes volunteer sites via community-based partners (corporate,
educational, faith-based, financial, and governmental). Thess local partners understand
the needs of their communities and effectively deliver critical information, including
volunteer site locations.

IMPLEMENTATION DATE

Proposed: March 15, 2005

RESPONSIBLE OFFICIAL

Director, Field Assistance, Customer Assistance, Relationships and Education, W&/
Division

CORRECTIVE ACTION MONITORING PLAN

Field Assistance will provide updates on the results of their research to the Director,

Customer Assistance, Relationships, and Education, including updates on options being
considered and the related costs.
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